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Abstract 
Research support services at The University of Queensland Library (UQ Library) have evolved in response 
to the global and national drivers, which have impacted on broader University strategy.  
UQ Library’s success in responding to these drivers has involved leveraging the information within, and 
capacity of, the institutional repository, the core of our research support services.  
UQ Library is a critical enabler of the University's research mission, actively partnering with researchers 
throughout the research lifecycle. The evolution of these services have required a shifting staffing 
framework, combining a traditional liaison library model with functional teams to deliver agile services, 
which add strategic value to the University. 
This paper explores how functional teams, collaborating with traditional liaison librarian roles, deliver 
innovative services, how these services are linked by the institutional repository, and how we address 
key challenges of this service model.  
Introduction 
The University of Queensland (UQ) is a large, comprehensive institution located in Brisbane, Australia, 
with a research performance profile which places it as a top 50 university in a number of global rankings. 
UQ has six Faculties and eight research Institutes, over 6,700 staff and supports over 14,000 Higher 
Degree by Research students (Masters, PhD). It is a founding member of the Group of Eight (Go8) 
universities in Australia, and is one of only three Australian members of the global Universitas 21. UQ is 
a research intensive university, with high levels of international research collaboration and 
demonstrated global research impact. 
The University’s mission articulates that the University engages in the pursuit of excellence through the 
creation, preservation, transfer and application of knowledge, with the vision for UQ of “knowledge 
leadership for a better world”.  
In order to enable this mission, The University of Queensland Library (UQ Library) has implemented a 
scalable research support service model that will be discussed in this case study.  
Evolution of Research Support at UQ Library  
Academic libraries have service at the core of their mission, with the needs of their client group 
influenced by global, national, and local contexts. UQ has a clearly articulated strategy to be an 
international top 50 university; this influences the way research is disseminated, promoted, and 
measured at all levels of the organisation. For UQ Library, the development of research support services 
has evolved in direct response to the drivers which shape institutional strategy and direction. Major 
global drivers, include the increased importance of University rankings, research and impact evaluation, 
open access, and FAIR research data1.  
In response to these drivers, UQ Library has proactively established teams focused on emerging services 
for the UQ research community. The initial focus was the development of a sophisticated institutional 
repository, UQ eSpace. This development was done in close collaboration and consultation with UQ 
                                                          
1 www.ands.org.au/working-with-data/fairdata 
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Research Office, ensuring alignment with University strategy. This repository provides open access to 
the University’s research outputs, digitised special collections, and research datasets. In addition, UQ 
eSpace is designed to meet the unique requirements of the Australian higher education landscape which 
includes: Excellence in Research Australia (ERA)2, The National Science and Innovation Agenda3, The 
Digital Access to Collections framework4, and compliance with national research funding bodies. Their 
impact on the demand for research support services in Australian academic libraries has been noted in 
Richardson et al., (2013) and Haddow and Mamtora (2017). 
Between 2011 and 2017, UQ Library underwent a number of organisational re-alignments to ensure that 
the Library’s structure met the demand for research support services. To meet this demand, UQ Library 
augmented and expanded existing services provided by liaison librarians. Over this time, dedicated 
research support staffing grew from six librarians in 2011 to now more than 30 full-time equivalent staff, 
across multiple functional teams. These teams exist across multiple directorates, closely linked by the 
institutional repository, and work collaboratively with liaison librarians to provide comprehensive and 
innovative research support services.  
In this paper, the authors present a case study of UQ Library’s research support services, with a specific 
focus on functional teams. In addition, an overview of the current service and staffing model is provided. 
As research support services is the focus of this case study, other aspects of library services are not 
discussed in detail. 
Current Service Model 
Functional Teams 
UQ Library has a “triangle” service model (Figure 1). The model was developed with the understanding 
that the expected skill set of librarians is expanding in the areas of research support and digital 
scholarship, but the demand for traditional library services in the areas of curriculum support and 
information literacy has not decreased. This library involvement in the research lifecycle is reflected in 
other local and global case studies (Brown, Wolski, & Richardson, 2015; Cox, 2017). 
A restructure of The Library, in response to these demands, resulted in the establishment of a number of 
functional teams, each with a research support specialty. The functional teams support discipline liaison 
librarians in upskilling in these specialty areas as well as working collaboratively with the liaison 
librarians to deliver these services directly to researchers.  
In this triangle model, library staff in the base or first layer of the triangle, are aware of research support 
services that UQ Library provides, but may have not developed knowledge to deliver services. This 
includes some librarians, physical and virtual service point staff, and other library staff who do not 
routinely provide research support services.  
In the second layer of the triangle are library staff who have an understanding of discipline research 
support requirements. These staff provide research support services to their clients, but have the option 
to refer complex, unusual, or extensive enquiries to the functional teams. The research support services 
                                                          
2 www.arc.gov.au/excellence-research-australia   
3 www.innovation.gov.au/audience/researchers-and-universities  
4 www.digitalcollections.org.au/framework  
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that they provide are driven by discipline needs. In terms of the services discussed in this paper, many 
liaison librarians operate at this level and have strong links with the functional teams.  
In the third layer are the functional teams involved in providing expert level research support services, 
which include: 
• Digitisation and Digital Curation  
• Research Data Management  
• Scholarly Publishing  
• Bibliometrics  
• Digital Scholarship. 
Library staff in these functional teams have the capacity and responsibility of developing an in-depth 
knowledge in these areas. Consequently, UQ Library can continuously deliver innovative and valuable 
research support services in a rapidly changing higher education environment.  
Core Infrastructure  
Although these functional teams do not organisationally sit in the same Library directorate, they are 
closely linked by the core infrastructure of the institutional repository, UQ eSpace5. UQ eSpace is a 
multifaceted system with a centrally visible and critical position within UQ. It is the University’s 
traditional open access repository (including publications, digitised material, and research datasets) and 
is the official UQ publication collection, used for internal and external reporting, such as Excellence in 
Research Australia. UQ eSpace is the single authoritative source for the research outputs and research 
data of the staff and students of The University of Queensland and is the archival home of UQ Higher 
Degree by Research theses.  
As a central repository, UQ eSpace underpins the research lifecycle at the University.  Developed in-
house, UQ eSpace was originally based on FEZ Fedora and is now undergoing significant redevelopment 
in order to refine user experience. While technical support and development for the repository is 
provided by UQ’s Library Technology Services, The UQ eSpace Team drives the ongoing development of 
UQ eSpace and ensures the integrity of the data it contains. The functional teams liaise closely with the 
UQ eSpace Manager and Library Technology Services to ensure that UQ eSpace meets requirements for 
the various research support services. Each functional team leverages the institutional repository to 
deliver services within the research lifecycle, which will be discussed in the following sections. 
Digitisation and Digital Curation 
In an academic library context, supporting research is a key motivation for digitisation and digital 
curation, in addition to collection access and preservation priorities. Consequently, at UQ Library, data 
created from digitisation projects is treated like other research data outputs and stored in the 
institutional repository. Research priorities and emerging needs of digital scholarship are also 
considered in the selection of collections for digitisation. The expertise garnered from conducting 
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digitisation of Library collections is shared with other members of the UQ community through 
consultations and joint projects6. 
The creation of a Digitisation Team in 2014, united staff involved in digitisation from different areas and 
concentrated skills in a library-wide service. UQ Library combined non librarian roles, such as the 
photographic capture role from the special collections branch, bound volume digitisation from research 
support, and audiovisual conversion staff from teaching and learning services, and created a manager, 
metadata creator, and digital curator roles. This resulted in a much wider range of expertise as the 
assessment, capture, metadata description, curation, and evaluation are all undertaken within the same 
team. As specialists, the team can provide a comprehensive service for clients, rather than isolated 
project oriented digitisation (Tharani, 2012), and maintain a focus on institutional digitisation priorities. 
The functional team has also streamlined the point of service, ensuring liaison librarians can efficiently 
arrange for digitisation of materials and directly refer clients who require specialist assistance. For 
example, clients are no longer directed to different sections of the Library, based on what format (AV or 
print) requires digitisation.  
As a niche service, digitisation relies heavily on relationships established by the liaison librarians in 
specific discipline areas. This includes not only connecting clients who require digitisation support, but 
also engaging with digitised resources and curated digital collections to support teaching, research, and 
community outreach. 
At UQ Library, these digitised resources and curated digital collections are preserved by the institutional 
repository. This has several key benefits. As an established, university supported system, it is robust and 
meets digital preservation requirements. Similarly, it is configured for discovery, ensuring that unique 
collections are discoverable in search engines, aggregators such as Trove, and local discovery platforms, 
such as Primo. There is technical support for exporting and embedding digital objects within content 
management systems. It also avoids an arbitrary distinction being drawn between print research and 
primary data, which was traditionally catalogued and stored as part of special collections, and research 
and primary data which is born digital. For example, field notes and language recordings from the 1960s 
can be accessed and analysed in the same way as data from today’s projects.  
UQ eSpace has evolved into this secondary role of storing digitised objects. Many of the digitised objects 
can be categorised as cultural heritage information. While the complexity of cultural heritage metadata, 
(with its diverse formats, unpublished material, and cultural sensitivities) is challenging (Ruthven & 
Chowdhury, 2015), the availability of in-house development and synergies with Research Data 
Management have enabled UQ Library to explore solutions to these challenges.  
Research Data Management 
Best practice research data management consists of a series of discipline specific practices, and is of 
growing interest globally with the emergence of the FAIR principles. UQ, like other institutions 
worldwide, recognises research data as a primary output of research. Having trusted and reproducible 
research data and outcomes is a priority for UQ.  
                                                          
6 For example, UQ Library recently collaborated with the School of Earth and Environmental Sciences to celebrate 
the contribution of Australia’s first female research professor, Dorothy Hill: 
uqlibraryonlineexhibitions.omeka.net/exhibits/show/dorothy-hill-online-exhibition 
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UQ Library is well-placed to provide support in this area and has developed training and systems, in 
collaboration with other areas of the University, to enable best practice research data management. As 
Sayre and Riegelman (2018) note “[t]he academic library is one of the few organizations within an 
academic institution that has the expertise and infrastructure to broadly support reproducible 
research.”  
UQ has incorporated the curation of research data directly into the institutional repository. Published 
research data can be deposited directly into UQ eSpace and linked to related datasets and publications. 
These datasets can be mediated or open access. Recently, a new system, UQ Research Data Manager, 
was developed in collaboration between the Research Office, UQ Library and central Information 
Technology Services, to ensure working research data is effectively stored, backed-up, shareable 
between project members, and that datasets can be easily archived to UQ eSpace. Together with UQ 
eSpace, it enables UQ researchers to meet a range of research data availability mandates of major 
funders and publishers. 
UQ Library further supports best practice research data management with researcher training and 
consultations. For example, sessions on meeting funder and publisher data requirements, and general 
data management principles. The Research Data Management functional team, in the third layer of the 
triangle, develop online guides and deliver training. Liaison librarians with discipline specific knowledge 
provide one-on-one support to researchers and work collaboratively with the functional team to deliver 
training and seminars to their disciplines.  
Delivering a comprehensive research data management service requires integration with other units 
across the institution. The Research Data Management Team maintains strong ties with UQ’s Research 
Computing Centre, Central and UQ Library Technology Services, the Research Office, and the Centre for 
Digital Scholarship. All layers in the triangle model triage and respond to requests from these areas to 
deliver the UQ research community with expertise in research data management. 
Digital Scholarship 
In 2016, UQ Library launched the Centre for Digital Scholarship. Among the Centre’s aims was to ensure 
dedicated facilities for teaching, experimenting, and researching with digital scholarship technologies. 
Ensuring that regardless of discipline, clients have access to specialised software, 3D scanning and 
printing technologies, as well as space to collaborate. Its initial focus covers: 
• Text Analysis  
• Data Analysis 
• Data visualisation 
• Geographic information systems (GIS) software 
• Media creation & editing 
• 3D modelling software.  
Digital scholarship is an emerging area for many libraries and requires clear communication about the 
Library’s role (Cox, 2016). In its first year of operation UQ Library’s Centre focused on outreach to 
different discipline areas, offering dedicated teaching space for courses with a digital scholarship 
element and scoping opportunities to partner on digital scholarship projects. Several casual staff 
members, each with a specialty in a focus area, are employed to deliver drop-in help sessions and 
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introductory workshops on tools such as Geographical Information System (GIS) software, R-Studio, and 
Python. Some staff have also contributed to Library projects, such as creating 3D models of realia from 
special collections, to demonstrate the applications of the centre. This staffing model has enabled the 
Library to remain flexible and experimental as the role for the Centre is refined.  
In addition, UQ Library has provided opportunities, such as the Digital Librarian in Residence Program, 
for second layer staff to develop skills in digital scholarship. The first digital librarian rotation in 
humanities raised the Library’s profile as a collaborator for digital scholarship projects as well as 
assisting functional teams (such as Digitisation) to understand the concrete needs of emerging research 
methods.  
Similar to other areas, the institutional repository preserves outputs from digital scholarship 
experiments, which the Centre has facilitated. The repository itself is also a key source of data for 
visualisation and analysis. There is an opportunity to demonstrate the methodologies, techniques, and 
outputs of digital scholarship by exploiting institutional repository data. As UQ Library’s Future 
Directions Paper has noted, the Centre for Digital Scholarship will need to evolve to meet needs in this 
emerging area. 
Scholarly Publishing 
UQ Library has always provided resources and services to support scholarly publishing. After a 
restructure in 2015, a new functional team was formed to provide tailored services to researchers at all 
stages of the scholarly communication process. 
The growing complexity of the scholarly communication landscape is driven by constant changes in the 
publishing industry, as well as new developments in national research assessment frameworks, which 
influence the range of services needed. The team provides consultations, advice, training and support in: 
• Publishing 
• Open access and promotion of publications 
• Digital publishing initiatives. 
The Scholarly Publishing Team works in close partnership with liaison librarians, the UQ eSpace Team 
and across the University, broadening the understanding of a complex scholarly communication 
ecosystem and emphasising the importance of making strategic publishing decisions. Training sessions 
are designed to develop conceptual and practical skills for successful progression in a researcher’s 
career. Liaison librarians assist with hands-on activities and contribute discipline knowledge during the 
sessions. 
An additional service, supports academics to “liberate” their monographs through UQ eSpace: the 
practice where researchers negotiate open access for their monographs that no longer generate sales. 
With the publisher’s permission, UQ eSpace provides open access to the full-text of the work, on the 
condition that a link will be provided to the commercially available copy.  
In fact, institutional repositories are recognised as another dimension of scholarly communication 
(Johnson, 2002). UQ eSpace and UQ Library’s scholarly publishing service are in a symbiotic relationship. 
The value-added services integrated into UQ eSpace support scholarly communication and digital 
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research of the UQ community. The Scholarly Publishing Team leverage UQ eSpace’s data and 
functionality to ensure researchers can efficiently:  
• Manage and link author identifiers such as ORCID, ResearcherID, and Publons to UQ systems; 
• Contribute to discoverability and visibility of research outputs by capturing, preserving them via 
Green and Gold open access; 
• Promote and share scholarly outputs with the social media buttons available on every repository 
record; 
• Track online attention of scholarly content via integrated Altmetric scores, allowing researchers 
to develop strategies to potentially increase engagement and impact of their research. 
As well as Altmetric scores, traditional citation data is integrated in UQ eSpace, which underpins the 
bibliometrics service.  
Bibliometrics 
UQ Library provides a comprehensive service around the analysis of the quality and influence of 
research outputs. Reports and analysis are provided to: 
• Individual researchers and research groups to support the claims in their grant and promotion 
applications; 
• Schools, Faculties or Institutions for the purposes of annual reviews and snapshots of current 
capacity; 
• University executives to assist with strategic decision making in the areas of planning, 
collaboration, recruitment, and building capabilities. 
Reports include traditional bibliometric indicators as well as collaboration and subject area analysis. 
More recently, these reports have expanded to include data visualisation of topic maps and author 
collaboration networks. In addition to reporting, UQ Library presents workshops to discuss best practice 
in bibliometrics and demonstrates hands-on tools available for tracking research evaluation.  
The bibliometrics service has grown significantly over the last five years from a small team of librarians, 
to an established functional team known as Research Outputs & Impact (RO&I). RO&I includes 5.5 full-
time equivalent librarians and a Manager, supported by an Associate Director. The functional team 
works closely with liaison librarians for the delivery of this service. 
In the triangle model, RO&I provide varying levels of support to discipline aligned liaison librarians. Each 
member of RO&I is assigned a discipline area to support, which enables them to build relationships with 
liaison librarians. This also allows them to develop knowledge of bibliometrics and the issues of research 
evaluation in specific discipline areas. This team delivers best-practice training7  to liaison librarians, 
demonstrates new tools, raises awareness of new trends, and shares best practice in bibliometrics. The 
RO&I Team is available to assist liaison librarians with individual researcher reports, which may include 
checking data, advice on benchmarking, or completing the entire report in collaboration with the liaison 
librarian, as well as collaborative teaching to researchers.   
                                                          
7 https://sfdora.org/  and http://www.leidenmanifesto.org/  
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As this functional team has grown in size and the skills and confidence of liaison librarians have 
increased, RO&I Team provides less support to individual researchers. In recent years, the RO&I 
functional team has transitioned into providing a bibliometrics based business intelligence service for 
UQ executives, in collaboration with the Research Office. This reporting and analysis is still closely 
supported by the liaison librarians, who refer complex or in-depth requests to the functional team (for 
example, Faculty level reporting or detailed subject analysis). In addition, the liaison librarians provide 
the critical discipline specific knowledge that allow reports to be as contextual and comprehensive as 
possible. 
The bibliometrics and business intelligence services rely on high quality internal data, available through 
UQ eSpace. Crucially, this includes internal author affiliation details, citation counts from Web of Science 
and Scopus, as well as unique identifiers such as DOIs that allow us to interrogate other internal systems 
and external citation databases. This integrated data and the repository design allows us to support 
business intelligence and develop expertise in publication analysis that is highly valued across the 
institution.  
Identified issues  
The current research support model at UQ Library, based on functional teams and underpinned by the 
institutional repository has, overall, been implemented successfully and operates to a high standard. 
(Thomas et al., 2017). Success has been measured by positive feedback from clients, repeat requests for 
service, and continued university investment in the services and infrastructure. However, this service 
model is not without challenges. 
First, appropriate and effective communication between staff in each layer of the triangle is challenging. 
Research support services can only be provided holistically if the functional teams work closely with the 
liaison librarians to identify client needs and appropriate delivery methods. Similarly, the liaison librarian 
service draws on the expertise and innovation of functional teams. As such, a two-way communication 
strategy is essential. In practice, functional teams must regularly share updates in best practice, tools, 
and services offered. The liaison librarians must be proactive to seek assistance and upskilling in 
specialist areas when required. A large number of staff, located across different campuses, increases 
communication challenges. Strategies that UQ Library employs to improve communication are: 
• Regular divisional updates to the whole library that are recorded and live-streamed; 
• Open team meetings, where staff are regularly invited and encouraged to attend meetings of 
other teams; 
• Weekly library electronic newsletter for important updates and announcements; 
• Regular management/team leader meetings to share and address new issues and training.  
Although these strategies help to mitigate the risk of inefficient communication, vigilance is required to 
keep communication channels open and sustain professional relationships. 
Second, with highly specialised functional teams, investment in training is important to maintain team 
effectiveness and ensure continued opportunity for team growth. There is rarely a single training 
solution for staff joining a functional team. UQ Library draws on a range of formal and informal 
professional development, including peer mentoring, internal and external training, as well as access to 
literature and online training resources. In addition to training, staff are encouraged to drive their own 
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professional development, such as individual exploration of new tools and trends. In their discussion of 
research support in Australian academic libraries, Haddow & Mamtora (2017) note that specialist skills 
need to continually develop in response to upgraded tools. Functional teams allow for staff from digital 
scholarship or bibliometrics to invest time experimenting and maximising usage of a new software or 
methodology.  
Third, but equally challenging, is that the expanding range of services supported by the institutional 
repository also increases demands for system development. Especially for repositories, like UQ eSpace, 
which contain various different types of digital collections or may be affected by legacy system 
architecture choices (Coalition for Networked Information, 2017, p.3). Consequently, the UQ eSpace 
Team have to carefully prioritise competing requests. For example, at UQ Library, requests which have 
institutional reporting implications; impact upon the long term security of the digital collections; or form 
part of a researcher’s workflow, are paramount. This means that expectations for development work 
outside of these priorities must be carefully managed. As an in house system, UQ Library’s capacity for 
development is constrained by resourcing and retention of qualified software developers.  
Despite these challenges, this service model allows UQ Library to partner across the University to 
provide expert, flexible, and accessible research support services. 
Partners in scholarship  
UQ Library recognised it is no longer enough to simply “enrich world-class scholarship”, as our previous 
motto stated. As the provider of critical research infrastructure and specialist services, UQ Library has 
transitioned to be an active partner in scholarship at UQ. Our new motto: “Your partner in scholarship” 
reflects the Library’s proactive role and emphasis on collaboration.  
Functional teams have enabled UQ Library to take this proactive role in research support services by 
developing the depth of expert knowledge and monitoring trends in niche areas. Together with the 
discipline aligned liaison librarians, we provide support for emerging activities as well as a scalable, agile 
research support service for the entire university. Thereby, proactively supporting UQ’s strategic and 
operational goals.  
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